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Background 

Context 

Councils up and down the country are continuing to have their budgets reduced therefore they need to make 

some difficult decisions about the level of services they can continue to provide in the future. Cambridge City 

Council spends around £100 million a year on services for residents, paid for mainly from rent, fees and 

charges for services, a share of local business rates, Government grants and Council Tax. 

To maintain and develop services, taking account of inflation, legislative changes and a significant reduction in 

Government grants, the Council needs to find savings of around £2 million over the next 5 years. This is in 

addition to the £8 million that Cambridge City Council has already saved over the past 5 years. A breakdown of 

the councils headline expenditure for 2017/18 is shown below: 

 Housing Benefit £36.0m  

 Housing Services (excl. HRA) including housing strategy, grants, the Housing Advice Service and supporting 
the homeless £5.5m  

 Transport Planning, policy and strategy and Parking Services £6.7m 

 Planning & Development Services £9.7m 

 Environmental & Regulatory Services, which include refuse collection, street cleansing and environmental 
health £15.8m 

 Cultural related Services, including recreation, parks, open spaces and community facilities £8.5m 

 Central Services to the public, including tax collection and elections £1.7m 

 Revenue contribution towards funding the Capital Plan £2.3m  

 

In addition to the running costs of services the Council needs to maintain and improve its buildings, facilities 

and physical assets and has a Capital Plan of around £9m to do this. 

The Council therefore wanted to explore new ways of working and the approaches it can take in delivering 

services to residents. To better understand residents views on this and to inform the Council’s transformation 

plans and budget for 2017/18, Cambridge City Council commissioned M·E·L Research to undertake a 

consultation with residents and businesses. 
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Summary of approach 

A mix of qualitative and quantitative methodologies were used. Further details on the approach, sampling and 

analysis can be viewed in Appendix C. 

 Resident postal survey 

The research used a general population postal survey using a random sampling approach. The consultation ran 

from the 1st to the 22nd of September 2017. Overall 445 responses were received, of this 368 were returned 

via post and 77 were completed through the online link. The final data set was weighted to reflect the known 

resident population of Cambridge residents.   

 Business online survey 

An Experian database of 1,000 local Cambridge enterprises was purchased to support an online survey of 

businesses. The consultation ran until 22nd September 2017. Overall 74 local businesses took part in the 

consultation.  

 Focus Groups 

The council also wished to better understand residents’ living on low incomes views on the approaches the 

council could take in saving money. Two focus groups were delivered at local community centres in areas of 

higher deprivation. Overall 9 local residents attended the groups.  
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Resident’s postal survey 

Demographics 

The tables below present the (unweighted) demographic profile of respondents by gender, age, disability, 

ethnicity, working status and tenure type.  

 Respondents were broadly split evenly when comparing responses by gender  

 A third of respondents were aged between 65-84, whilst over a quarter were aged between 45-64 

 A fifth of respondents classified themselves as having a long term illness or disability 

 Almost nine in ten were from a White ethnic background 

 A third of respondents were in full time employment and almost two fifths were retired 

 Two fifths owned their home outright, and just over a third rented their home privately 

 

Gender Count % 

Female 215 49% 

Male 200 46% 

Other 2 0% 

Prefer not to say 22 5% 

Total 439 100% 

Age     

18-24 13 3% 

25-34 60 14% 

35-44 66 15% 

45-54 66 15% 

55-64 54 12% 

65-84 137 31% 

85+ 26 6% 

Prefer not to say 19 4% 

Total 441 100% 

Long standing illness/disability Count % 

Yes 88 20% 

No 320 73% 

Prefer not to say 28 6% 

Total 436 100% 

Ethnicity Count % 

White background 378 86% 

Mixed background 5 1% 

Asian 18 4% 

Black background 2 0% 

Arab Background 1 0% 

Any other ethnic group 3 1% 

Prefer not to say 32 7% 

Total 439 100% 
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Working status Count % 

Employee: Part-time (30 or fewer hours per week) 38 9% 

Employee: Full-time (31 or more hours per week) 149 34% 

Self-employed: Part-time (30 or fewer hours per week) 24 5% 

Self-employed: Full-time (31 or more hours per week) 14 3% 

Unemployed and available for work 4 1% 

Retired 160 36% 

Student (including full-time students) 8 2% 

Looking after home or family 9 2% 

Long-term sick or disabled 9 2% 

Other 6 1% 

Prefer not to say 21 5% 

Total 442 100% 

Tenure type Count % 

Home Owner (owned outright) 181 41% 

Home Owner (buying with mortgage) 68 15% 

Social Rented (from Council) 48 11% 

Social Rented (from Social Landlord) 24 5% 

Part Owned/Part Rented 4 1% 

Private Rented 85 19% 

Private Rented (Rent Free) 1 0% 

Prefer not to say 23 5% 

Other 8 2% 

Total 442 100% 
 

  



                     

   

 

                                                     Measurement Evaluation Learning: Using evidence to shape better services                     Page 11 
 

Awareness levels 

All respondents were asked how aware they were that the Council needed to find cost savings. Nearly six out 

of ten (59%) said they were either very or somewhat aware.  Around four out of ten (41%) were not aware 

(either not very aware or not at all aware) of the Council’s situation. 

 

Figure 1: Awareness of the councils need to find savings 

Base - 428 

 

 

Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure 2 and compares this against the overall 

average awareness levels): 

 

Women were significantly more likely (68%) to be aware of the Council’s need to find 

savings. This compares to 51% of men. 

 
Residents aged 35+ (av. 79%) are significantly more likely than residents aged 18-34 

(38%) to be aware of the Council’s requirement to find savings. 

 
Respondents from a white background are significantly more likely to be aware of the 

Council’s need to make savings (65%) compared to those from a BME background 

(33%). 

 

 

 

 

Respondents with a disability (80%) were more likely to be aware of the Council’s need 

to make savings .This compares to 55% of those without a disability. 

59% 

Aware  



                     

   

 

                                                     Measurement Evaluation Learning: Using evidence to shape better services                     Page 12 
 

 

 

 

 

A significantly higher percentage of retired respondents were aware of the Council’s 

need to make savings (90%) compared to those residents who are in employment 

(58%).  

 

Homeowners (80%) and social renters (78%) are more likely than private renters (34%) 

to be aware of the Council’s need to make savings. 

 

Figure 2: Awareness of the councils need to find savings by demographics – % of those who agree 

 

 

 

 

 

 

Average 
59% 
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Experience of services 

All respondents were asked to select from a list of fourteen services which ones they had experienced.  Nearly 

six out of ten respondents have used the Council car parks (56%) and the public toilets (55%). Nearly half (48%) 

have also used the arts and entertainment activities funded by the Council. 

 

Figure 3: Cambridge City Council services experienced 

Base – 441 weighted (440 unweighted) 

 

Sub group analysis was carried out for top three most experienced services. Please note: only statistically 

significant results have been included. 

 
Women are significantly more likely (66%) to use the public toilets. This compares to 

46% of men. 

Women are significantly more likely (59%) to have used the arts and entertainment 

activities (funded by the Council). This compares to 38% of men. 
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Residents who are aged 35-44 (61%) or 55-64 (62%) are most likely to have experienced 

the arts and entertainment activities (funded by the Council). This compares to 40% 

aged 18-34 years. 

 
Respondents from a White background are significantly more likely to have used the 

public toilets (62%) compared to those from a BME background (25%). 

Respondents from a BME background are significantly more likely to have used the 

Council car parks (72%) compared to those from a white background (52%). 

 

 

 

 

Respondents without a disability (61%) are more likely to have used the Council car 

parks. This compares to 32% of those with a disability. 

 

Homeowners (56%) are most likely to have experienced the arts and entertainment 

activities (funded by the Council). This compares to 40% of private renters. 
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Approaches to finding savings 
The next section presents the views from residents on a range of approaches that the Council is looking at to 

help it find savings and balance its budget. 

Reduce or stop the delivery of less important services 

The first approach related to reducing or stopping the delivery of less important services. Around four out of 

ten (38%) agreed with this approach. A similar proportion (39%) also disagreed and just over a fifth (23%) 

neither agreed nor disagreed.  

 

Figure 4: Level of agreement with approach 

Base – 387 weighted (376 unweighted) 

 

 

Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure 5 and compares this against the overall 

average agreement levels): 

 
Respondents from a BME background (64%) are significantly more likely to agree with 

the Council’s approach to reduce or stop less important services. This compares to 41% 

of white respondents.  

 

 

 

 

38% 

Agree 
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Figure 5: Level of agreement with approach by demographics - % of those who agree 

 

 

 

Respondents were then asked to provide any additional views they may have on this approach. Table 1 

presents the responses coded into themes; quotations are also presented to highlight residents’ views.  

Table 1: Respondents additional views to approach 

Key Themes 
Number of 
mentions 

Difficult to list less important services 40 

Change Arts / Entertainment/Community Centres/sports facilities 21 

No services should be stopped/reduced and services should be reviewed so they 
can be done more efficiently 

18 

Some discretionary services are very important e.g. Leisure, sports etc. And reducing 
these services will have implications elsewhere 

8 

Average 
38% 
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Reduce public transport/street maintenance/road use and green spaces 8 

Better  enforcement of public money fraud e.g. benefit cheats 7 

Services used by the vulnerable and less well-off/ Children’s services/Homelessness 
services should not be reduced 

7 

Stat services should not be reduced or  stopped - Improve statutory services and 
reduce discretionary services 

4 

Other 15 

 

Illustrative quotes for the two most frequently cited reasons are provided below:  

Difficult to list less important services  

 

 

 

 

Arts / Entertainment/Community Centres/sports facilities 

 

 

 

 

  

“How do you decide what is 'less important'? What is unimportant to one person maybe vital to another?” 

“Who decides which is or is not less important?” 

“Not sure what 'less important' means? If paddling pools included for example then a clear false economy. Provide a 
fantastic social informal community environment each summer.” 

“The funding of Arts and Entertainment Activities as mentioned overleaf e.g. the Big Weekend and Jazz in the Park.” 

“Sports facilities e.g. putting up goal posts for a second football pitch at Coleridge Rec. Which makes the green so 
muddy for dog walkers in winter.” 

“Ask for donations at 'Big Day Out' (amazing festival / concert!). Some education 'help' from the local authorities is 
based on a (sometimes) unjustified need as made by OFSTED. In some cases as identified as appropriate this could be 

reduced to cut costs.” 
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Maintain the range of services the council currently provides but do some things less well 
The second approach related to managing the range of services the Council currently provides but do 

somethings  less well. A third (32%) agreed with this approach and 51% disagreed. Around a fifth (17%) neither 

agreed nor disagreed. 

 

Figure 6: Level of agreement 

Base - 392 weighted (382 unweighted) 

 

Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure 7 and compares this against the overall 

average agreement levels): 

 
Residents aged 65+ (38%) were more likely to agree with the approach to maintain the 

range of services the Council currently provides but do some things less well. This 

compares to 23% of respondents aged 18-34 years. 

 

 

 

 

A significantly higher percentage of retired respondents agreed with this approach 

(37%) compared to residents who are in employment (25%).  

 

Social renters (48%) are most likely to agree with this approach. This compares to 28% 

of home owners and 25% of private renters.  

 

  

32% 

Agree 
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Figure 7: Level of agreement with approach by demographics - % of those who agree 

 

 

 

Respondents were then asked to provide any additional views they may have on this. Table 2 presents the 

responses coded into themes; quotations are also presented to highlight residents’ views.  

Table 2: Respondents additional views to approach 

Key Themes 
Number of 
mentions 

No services should be reduced and Al services should be delivered to a certain 
standard 

29 

Deliver/review all services  so they are efficient 11 

Plant all year round plants/reduce grass cutting & greenery maintenance  9 

Remove less used services 6 

26% 

35% 

23% 

24% 

29% 

26% 

38% 

31% 

33% 

34% 

29% 

25% 

37% 

40% 

28% 

48% 

25% 

13% 

Female (n=181)

Male (n=176)

18-34 (n=69)

35-44 (n=59)

45-54 (n=56)

55-64 (n=47)

65+ (n=134)

White (n=323)

Non-White (n=27)

Yes-disability (n=76)

No-disablity (n=280)

Working (n=201)

Retired (n=134)

Other (n=30)

Home owner (n=212)

Social rented (n=62)

Private rented (n=80)

Other (n=8)

Average 
32% 
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Deliver services less frequently (waste collection and recycling, reduce public 
transport & road maintenance /street lighting) 

6 

Depends on the service 4 

Introduce extra charges (land owners/landlords for poor management or 
development failures and large city events) 

2 

Discretionary service should be delivered to a lower standard 1 

Other 22 

 

Illustrative quotes for the most frequently cited reasons are provided below:  

 ‘No services should be reduced’ and ‘all services should be delivered to a certain standard’   

 

 

 

 

Increase income from the commercial properties where the council is the landlord  

The third approach related to increasing income from commercial properties where the Council is the 

landlord. Six out of ten (61%) agreed with this approach and around a quarter (23%) disagreed. Nearly a fifth 

(17%) neither agreed nor disagreed with this approach. 

 

Figure 8: Level of agreement 

Base - 408 weighted (400 unweighted) 

 

 

“I feel that once services are reduced in quality they will never go back to previous level!” 

“Lowering standards is always a bad decision.” 

“Doing things 'less well' usually means half-hearted. Things need to be done fully and properly to provide a decent 
service that will be used! Otherwise it is money not well spent!” 

 
 

61% 

Agree 
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Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure 9 and compares this against the overall 

average agreement levels): 

 
Residents who are aged 45-54+ (68%) are most likely to agree with the approach to 

increase income from commercial properties where the Council is the landlord. This 

compares to 47% of respondents aged 55-64 years. 

 

Figure 9: Level of agreement with approach by demographics - % of those who agree 

 
 

 

 

Respondents were then asked to provide any additional views they may have on this. Table 3 presents the 

responses coded into themes; quotations are also presented to highlight residents’ views.  

Average 
61% 



                     

   

 

                                                     Measurement Evaluation Learning: Using evidence to shape better services                     Page 22 
 

Table 3: Respondents additional views to approach 

Key Themes 
Number of 
mentions 

Introduce rates according to business size or type 25 

Only increase costs if fair and affordable and improvements are truly 
implemented 

19 

Increases in rates should not affect more vulnerable organisations or residents 14 

Increasing charges could be counter productive 13 

Look at other options/not a good idea 11 

Good idea/ Important to get revenue from Council owned land 8 

Other/can't comment 17 

 

Illustrative quotes for the most frequently cited reason are provided below:  

Introduce rates according to business size or type  

 

 

 

 

 

  

“Make sure rent is affordable for all kinds of businesses, not just big chains. Diversity is important.” 

“This should be determined solely by market rates, unless for community benefit, when subsidy could be 
appropriate.” 

“This should be means tested. Apple, Starbucks, etc.  can afford - and should be charged - much higher 
rents than small businesses or charities. So, charge proportionately.” 
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Increase charges, by say 2%, for a range of services the council supplies to the public 

The fourth approach related to increasing charges by say 2%for a range of services the council supplies to the 

public. Around a half (49%) agreed with this approach and over a third (36%) disagreed. 15% of respondents 

neither agreed nor disagreed. 

Figure 10: Level of agreement 

Base - 424 weighted (409 unweighted) 

 

Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure 11 and compares this against the overall 

average agreement levels): 

 

Men are significantly more likely (60%) to agree with this particular cost saving 

approach. This compares to 48% of women. 

 

Homeowners (64%) are more likely to agree with this approach compared to social 

(38%) or private (35%) renters. 

 

  

49% 

Agree 
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Figure 11: Level of agreement with approach by demographics - % of those who agree 

 

 

Respondents were then asked to provide any additional views they may have on this approach. Table 4 

presents the responses coded into themes; quotations are also presented to highlight residents’ views.  

Table 4: Respondents additional views to approach 

Key Themes 
Number of 
mentions 

Agree with suggested increase 14 

Disagree with charges to the public  13 

No increase for sport facilities / swimming 12 

Increase  and/or car parking/taxi /park & ride 12 

Don't increase car parking or park & ride 11 

Average 
49% 
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Council tax should , other taxes (tourism) and surcharging landlords be increased 9 

Consider exceptions for low income families/pensioners  8 

Agree with increases but will have negative impacts 8 

More info needed  8 

Reconsider increase size 7 

Use current money better as current services are useless or too expensive,  6 

Other 7 

 

Illustrative quotes for the most frequently cited reasons are provided below:  

Agree with suggested increase 

 

 

 

 

No increase for sport facilities / swimming 

 

 

 

 

 

 

  

“If the service is non-essential (people have a choice) then yes, rain charges!” 

“A 2% increase charge might be a good thing.” 

“I would be willing to pay more to maintain a good service. I do feel that one of the good things about living 
in Cambridge is the quality of what is on offer so would contribute more to maintain that.” 

“But keep swimming as cheap as possible as it is both healthy and good for safety. Increase planning fees 
for developers (not for individuals though)”. 

“We agree in all cases except sports facilities because encouraging exercise, especially for those on low 
income, will reduce costs to society in the long run through improved health. 

“Agree but not for 'fitness' activities.” 
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Work with other nearby local councils to deliver 'shared services' to help save money and become more 

efficient 

The fifth approach related to working with other nearby local councils to deliver ‘shared services’ to help save 

money and become more efficient.  The majority agreed (83%) with this approach. Only 5% disagreed and 

12% neither agreed nor disagreed with this approach. 

Figure 12: Level of agreement 

Base - 428 weighted (419 unweighted) 

 

Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure 13 and compares this against the overall 

average agreement levels): 

 
Residents who are aged 35-44 (90%) are most likely to agree with this approach. This 

compares to 75% aged 55-64 years. 

 

 

 

 

Respondents without a disability (86%) are more likely to agree with this approach. This 

compares to 75% of those with a disability. 

 

Private renters (88%) and Homeowners (84%) are more likely to agree with this 

approach. This compares to 73% of social renters. 

 

  

83% 

Agree 
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Figure 13: Level of agreement with approach by demographics - % of those who agree 

 

 

 

Respondents were then asked to provide any additional views they may have on this approach. Table 5 

presents the responses coded into themes; quotations are also presented to highlight residents’ views.  

Table 5: Respondents additional views to approach 

Key Themes 
Number of 

mentions 

Approach makes sense  26 

May not or doesn’t  work/dubious 11 

Overall agreement - specific services suggested to be shared and  not others (waste, 

local participation 
8 

Average 
83% 
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Sensible as long as standards maintained 6 

Suggest other ways of improving  6 

Don't know/need evidence or more info 4 

Overall disagreement - specific services suggested to be shared and  not others 

(waste, local participation)  
3 

Other 2 

 

Illustrative quotes for the most frequently cited reason are provided below:  

Approach makes sense 

 

 

 

 

 

 

 

  

“[It’s] a no brainer, economies of scale are a good thing.” 

“This approach should be pursued whatever savings can be identified.” 

“We feel this is an important way forward and think it has been very successful thus far.” 
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Look to put more services online and improve the way we use information technology 

The sixth approach related to putting more services online and improving the way Information Technology is 

used. Nearly eight out of ten (80%) agreed with this approach. A tenth (11%) disagreed and 9% neither agreed 

nor disagreed with this approach. 

Figure 14: Level of agreement 

Base – 434 weighted (420 unweighted) 

 

Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure15 and compares this against the overall 

average agreement levels): 

 
Residents who are under 44 (av. 89%) are most likely to agree with this approach. This 

compares to 51% aged 65+ years. 

 

 

 

 

Respondents without a disability (73%) are more likely to agree with this approach. This 

compares to 52% of those with a disability. 

 

 

 

 

A significantly higher percentage of employed respondents (78%) agreed with this 

approach compared to residents who are retired (50%).  

 

Private renters (81%) are most likely to agree with this approach. This compares to 53% 

of social renters and 66% of home owners. 

 

80% 

Agree 
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Figure 15: Level of agreement with approach by demographics - % of those who agree 

 

 

 

Respondents were then asked to provide any additional views they may have on this approach. Table 6 

presents the responses coded into themes; quotations are also presented to highlight residents’ views.  

Table 6: Respondents additional views to approach 

Key Themes 
Number of 

mentions 

IT not always accessible to everyone (e.g. elderly/disabled poorer people) 62 

IT is advantageous 19 

Consider or continue with alternatives to IT methods  15 

Concerned about lack of human interaction as face to face contact has advantages 

as well e.g. customer service 
7 

Average 
80% 
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Current website or IT are poor or haven’t accessed it 5 

Impact of IT on jobs 1 

Other 4 

 

Illustrative quotes for the most frequently cited reason are provided below:  

IT not always accessible to everyone (e.g. elderly/disabled poorer people) 

 

 

  

“Some people might not have Internet or not know how to use it. They prefer to speak to the 

person.” 

“Older people don't have access to do this.” 

“But also provide access for people who can't use technology very well.” 
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Look at alternative ways of delivering services, such as local trusts or other 'not for profit' partnership 

arrangements 

The seventh approach related to looking at alternative ways of delivering services (such as local trusts or other 

‘not for profit’ partnership arrangements). Just over six out of ten (65%) agreed with this approach. 11% 

disagreed and just over a quarter (24%) neither agreed nor disagreed. 

Figure 16: Level of agreement 

Base – 400 weighted (389 unweighted) 

 

Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure 17 and compares this against the overall 

average agreement levels): 

 
Residents aged 55-64 (24%) are significantly more likely to disagree with this approach. 

This compares to 7% aged 18-24 and 12% aged 65+. 

 

Home owners (19%) are most likely to disagree with this approach. This compares to 8% 

of social renters and 5% of private renters. 

 

  

65% 

Agree 
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Figure 17: Level of agreement with approach by demographics - % of those who agree 

 

 

 

Respondents were then asked to provide any additional views they may have on this approach. Table 7 

presents the responses coded into themes; quotations are also presented to highlight residents’ views.  

Table 7: Respondents additional views to approach 

Key Themes 
Number of 
mentions 

Disagree or cautious of alternatives or service delivery because of current handling 
of services  

18 

Agree but with exceptions 11 

Other alternatives suggested such as using volunteers, increasing sponsorship, 
income from tourists 

9 

Agree with alternatives proposed  6 

Average 
65% 
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Disagree as alternatives (e.g. outsourcing)  may result in council losing control  over 
services or losing money 

4 

Current methods work well, don’t change 4 

Other 3 

 

Illustrative quotes for the most frequently cited reason are provided below:  

Disagree or cautious of alternatives or service delivery because of current handling of services 

 

Reduce capital spending on physical assets, such as street benches, cycle racks and litter bins 
The eighth approach related to reducing capital on physical assets (such as street benches, cycle racks and 

litter bins). Only 11% agreed with this approach, whilst three quarters (75%) disagreed and 13% neither agreed 

nor disagreed. 

Figure 18: Level of agreement 

Base – 435 weighted (423 unweighted) 

 

Sub-group analysis shows that there are some significant differences in satisfaction between certain 

demographic groups (results are also presented graphically in Figure 19 and compares this against the overall 

average agreement levels): 

“This could be seen a 'palming off' responsibilities onto others.” 

“To deliver things for visitors to Cambridge you must 1st learn how to clean your city as it's a 

disgrace, compared to other cities.” 

“Disagree completely. Cambridge needs to find ways to deter tourists, not encourage them.” 

 

11% 

Agree 
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Home owners (77%) and private renters (75%) are more likely than social renters (59%) 

to disagree with this approach. 

 

Figure 19: Level of agreement with approach by demographics - % of those who agree 

 

 

 

  

Average 
11% 
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Respondents were then asked to provide any additional views they may have on this approach. Table 8 

presents the responses coded into themes; quotations are also presented to highlight residents’ views.  

Table 8: Respondents additional views to approach 

Key Themes 
Number of 

mentions 

More litter bins/benches and maintain green areas/wildlife or more green energy 31 

20 mph  cycling lanes are redundant as well as speed reduction 17 

All essential - do not reduce 16 

Disagree with reducing capital /dubious based on current handling of specific 

services 
10 

Change number of  bike racks 6 

Other suggestions of savings/agree with question 8 

 

Illustrative quotes for the most frequently cited reason are provided below:  

More litter bins/benches and maintain green areas/wildlife or more green energy  

 

 

  

“Again, to reduce street benches is a serious extra problem for the elderly & handicapped.” 

“Grass can grow longer. Litter bins are needed, perhaps bigger bins? Other countries use holes in 

ground.” 

“Environment matters.” 
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Other approaches 

The last question focused on other approaches the council could consider that had not previously been 

discussed. Only 37% (n=122) said that they would provide feedback on additional approaches to finding 

savings or generating incomes that the council could consider. The table below presents the themes identified.  

Key Themes 
Number of 
mentions 

Make changes to transport such as cycling, greener transport, parking 22 

Increase taxation (wealthy and, tourists, businesses & other) 23 

Save money from council operations such as conducting surveys, human resourcing, 
pay and unnecessary  bureaucracy  

18 

Suggest different approach of making savings (fines etc) 35 

Make changes to transport such as cycling, greener transport, parking 22 

Increase taxation (wealthy and, tourists, businesses & other) 23 

Other 12 

 

Illustrative quotes for the most frequently cited reasons are provided below:  

Suggest different approach of making savings (fines etc) 

 

Increase taxation (wealthy and, tourists, businesses & other) 

 

“Increase rates; more financial support from central government.” 

“Unemployed residents encouraged to help keep areas tidy / clean instead of council” 

“Why not invest in firms, its produce what the council uses, such as plastic bag etc., and sell to other 

councils as well?” 

 

“Nothing immediate - but we should campaign for a more equitable way of raising council tax - & 

then stop having to share local services.” 

“A visitor tax, based on coach-parking, museums etc. As well as hotel / B &B's.” 

“A tax on coach parking. A tax on polluting cars & buses entering the city. Council to build houses 

and not pay exploitative landlords.” 
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Business online survey headline findings 
This section presents the headline findings of the business online survey. Overall 74 local Cambridge 

businesses completed the online survey. 

Types of businesses who responded 

 One tenth of businesses who participated had been in business for 5 years or less, whilst just under half 
had been operating between 6-20 years and two fifths for 21+ years. 

 A fifth of businesses had an annual turnover of <£50,000 to £99,000, a third had a turnover between 
£100,000 to £999,000 and almost two fifths had a turnover of £1m to £10m+ 

 

Awareness levels 

Respondents were first asked how aware they were of the councils need to find savings to balance its budget. 

Just over seven in ten businesses were either very or somewhat aware of this.  Only 2 respondents felt they 

didn’t know or weren’t sure.  

Figure 20: Awareness of the councils need to find savings 

Base - 72 

 

The council provide universal services such as refuse and recycling, street cleaning and maintenance of open 

spaces. Respondents were then asked apart from the above services, what other services they had 

experienced or used.  

Figure 21 overleaf shows that almost seven in ten had used council car parks; this was followed by six in ten 

stating they had experienced planning applications and future development.  

75% 

Aware  



                     

   

 

                                                     Measurement Evaluation Learning: Using evidence to shape better services                     Page 39 
 

 

Other commonly cited services were:  

 Sports services and facilities, including our swimming and paddling pool facilities 

 Public toilets 

 Arts and entertainment activities that we fund, such as the Big Weekend and Jazz in the Park events 

 Licensing services, such as taxis and for houses in multiple occupation 

 
Figure 21: Cambridge City Council services experienced 

Base - 73 

 

Approaches to finding savings 

The next section gathered views from businesses on a range of approaches that the Council is looking at to 

help it find savings and balance its budget. 
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The level of agreement varied across the different approaches proposed:  

 

 Almost nine in ten of the businesses who responded either strongly or fairly agreed that the council 
should put more service online and improve the way they use information technology  

 A similar proportion (85%) said they either strongly or fairly agreed that the council should work with 
other nearby local councils to deliver ‘shared services’ to help save money and become more efficient 

 In contrast, just under a fifth either strongly or fairly agreed that the council should reduce spending on 
physical assets, such as street benches, cycle racks and litter bins.  

 

Figure 22: Levels of agreement with approaches to making savings 

Base – 71-73 
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Qualitative research  
Two small discussions groups were held with residents living on low incomes and with those who tend to be 

under-represented in consultations run by the City Council. These were held at the Buchan Street 

Neighbourhood Centre on 14th and 28th September from 12 noon to 2:00pm. 

The first part of the group focused on setting the scene by better understanding residents’ perceptions of 

living in Cambridge, what services were used and 

which were most important to them.  

All focus group participants were provided with 

various images which related to council services 

(both delivered at a Council and County level). 

They were then asked to select services which 

they felt were good and not so good about living in 

Cambridge.   

What’s good about living in Cambridge?

 Recreational areas & local community life 

 Local amenities / mix of shop types 

 Leisure facilities 

 Open Green spaces & park maintenance 

 The level of policing 

 Health Services 

 Educational services 

 Cycle routes 

 Street cleaning & the local environment 

 Punting 

 Provision of resident parking 

 Waste and recycling services 

 

What’s not so good about living in Cambridge? 

 Housing – concerns raised about the level of homelessness, as well as the maintenance of flats being poor 
in some areas and the mixing of different types tenants (e.g. older residents which younger) creates 
problems 

 Fly tipping – Participants noted an increase in the level of waste being ‘dumped’ 

 Public Transport – It is very expensive, some participants said it was cheaper for a family to drive into the 
town centre and park their car 

 Jobs – Some participants felt there was a narrow range of jobs from high tech to lower paid hospitality 
and retail 

 Youth facilities – Most participants felt there is not enough for the younger generation to do  

 Health Services - Long waiting lists / times, this varied between participants from local health care 
professionals to hospital appointments 
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What services are important to you? 

Participants were asked to discuss which services were most important to them. Health services such as GP’s 

and hospitals were very important to participants. This was followed by educational services and housing, 

which focused on council repairs and maintenance. 

 

Other non-statuary services such as local community and leisure centres were also important as it offered 

something for them to get involved with and / or something for the younger generation. Although 

respondents felt the latter need improving as there was not often a lot on for children, it was felt that these 

concessionary services were very highly valued and residents wouldn’t want the council to reduce its spending 

in this area.  

 

 

The waste and recycling collection services were noted as an important service to residents. There were some 

comments about recent issues with the collection from kerbside households e.g. missed bins, frequency of 

collection; but generally participants seemed satisfied with the service. Participants living in communal 

establishments, using shared bins were less satisfied. One participant mentioned that bins were full of 

contamination (the incorrect materials) and residents frequently disposed of bulky waste or fly tipped near the 

bins. This participant highlighted the local community was diverse where she lived and therefore 

recommended that the council provide communications e.g. leaflets, using other languages or in picture 

format.  

Other services such as, the provision of public toilets, car parks, policing including the management of anti-

social behaviour, residents parking, a reliable and affordable bus service, river and riverbank maintenance and 

other grounds maintenance, cycling routes and general outdoor spaces were also key priority areas for 

residents. 

“Ensure new tenants come into a clean home and not a mess because housing failed to clean or do 
maintenance.” 

“[It’s] important because it's places to go with kids when you are on a tight budget especially on 
summer holiday”  

[Community Centers] “Good for bringing community together, you can hire the rooms for parties.” 
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Participants were then asked, with the exception of the universal services that the council provides for all 

residents, such as refuse and recycling, street cleaning and maintenance of open spaces. To indicate other 

services they’ve experienced or personally used on a pre coded list. 

 All respondents had used or experienced ‘Sports services and facilities, including Council swimming and 
paddling pool facilities’ 

 Two thirds has used the car parks 

 The least used or experienced services on the lists were ‘Licensing services, such as taxis and houses of 
multiple occupancy’, ‘Enforcement of standards in privately rented housing and the environment’ and 
‘Council meetings, including area committees’. 

 

Wider services 
Services 

used 
(Responses) 

Sports services and facilities, including Council swimming and paddling pool facilities 9 

Council car parks 6 

Community development project including the community centres that are run by 
the Council 

5 

Arts and entertainment activities that is fund by the Council, such as the Bid 
Weekend and Jazz in the Park events 

5 

Housing advice and homelessness 5 

Public toilets 5 

Anti-social behaviour services and crime reduction  4 

Planning applications and future development 4 

Managing and maintaining Council houses, including tenant representation 4 

Environmental improvements, such as bus shelters and street furniture 3 

Noise prevention and other pollution, including improving air quality 2 

Other services used: Residents parking permits, libraries 2 

Licensing services, such as taxis and houses of multiple occupancy 1 

Enforcement of standards in privately rented housing and the environment 1 

Council meetings, including area committees 1 

  

 “There is quite a bit of parkland and open areas that potential could be turned into car parks, this 
would help the residents who have a nightmare trying to find a place to park their car on the road.” 



                     

   

 

                                                     Measurement Evaluation Learning: Using evidence to shape better services                     Page 44 
 

Views on alternative approaches to saving money /raising revenue 

The Council wanted to explore new ways of working as decisions had to be made about the level of services 

they can continue to provide in the future. To help explore this topic, respondents were asked to complete a 

short exercise, followed by discussing their choices.  

Information boards on the various approaches to making 

savings/increasing revenue, such as reducing the 

frequency of services and moving services online, were put 

up around the room. Each participant was given 18 voting 

slips and then asked to allocate their voting slips to the 

approaches they would prefer the council to consider.  

The image below presents the number of votes allocated for each approach.  

  

 

 

‘Putting more services online & asking residents to self-serve’ was the most popular option with 22 votes 

Participants were then asked why they had suggested this option. Participants felt that is would be far easier 

to use and the process could be faster e.g. waiting on the phone for your call to be answered. Two participants 

also mentioned that potentially the process could be sped up by providing photographic evidence. For 

example if a tree had fallen down or there was damage to your property, they could be viewed on line by the 

council to assess its urgency. This could also free up council resources e.g. not having to send someone out to 

view and then arrange someone to repair etc. Generally they felt this would be far easier to report repairs and 

maintenance, paying rent, planning permission applications etc.  

Number of participants: 4 

Number of potential votes available: 72 
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“Ideal if you can print off bar coded parking permits. If people can print plane tickets and boarding 
passes online then why can't the council do this? 

“Only downside would be that it would be difficult for the elderly as not all have smartphones or 
computers.” 

“Would be a good idea if there was a bubble (live chat).” 

 

 

 

Participants were then asked to consider any positive or negative impacts this approach could potential have. 

Participants felt it could segregate the elderly or those who don’t have access to the internet. An example of 

this is the HomeLink online service (A scheme that covers all the available council and housing association 

properties, including housing for older people), which they felt was difficult to use, especially for the older 

generation.  

 

 

 

Other impacts identified by participants were money saving e.g. on phone calls, online also provides paper 

trails / evidence of conversations. Participants also suggested an on live chat function. Respondents also 

mentioned that some residents would like to report issues anonymously such as anti-social behaviour, having 

services online would therefore enable this to happen.  

 

 

 

‘Delivering service with other local councils and/or local trust/not for profit orgs’ was the second most 
popular approach with 19 votes 

Participants felt that this would be cost effective and an efficient way of delivering some services such as music 

festivals as they could potentially get more funding e.g. charities. They also suggested that housing 

maintenance and repairs, as well as the turnaround time for social tenants moving into their home could be 

made more efficient if they were joined up with a contractor.  

Participants identified that a potential negative impact to his approach which could result in a lack of focus on 

local neighbourhoods and communities being overlooked.  

‘Maintain services, but do some things less well/often’ received 10 votes 

Participants were asked about their thoughts on this approach; views were that this approach could work for 

some such as planting perennial plants therefore reducing the effort and money in replacing them every 
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season. Note having bulbs and shrubs on roundabouts, participants felt this would generally be better for 

drivers as they can create blind spots on the road. Participants also suggested reducing street lighting (it 

should be noted that this is a County service).  

 

‘Stop less important services’ received 9 votes 

All participants agreed that the council should stop the Cambridge Matters Magazine.  

 

‘An increase charge for a range of Council services’ was the least most popular option with only 4 votes.  

When asked what services could potentially be considered, participants suggested that any organisations 

which owned commercial and residential land (on brownfield sites) that hasn’t been developed within a given 

time period, should be more heavily penalised. Participants also suggested that the council could make more 

money by selling advertising space on the side of bins, provide concessions and leisure passes for residents 

and students.  

Participants also mentioned that higher rate tax payers and visitors / tourists to the City should contribute or 

pay more for various services.  

 

Additional approaches not listed 

Participants were also provided with the opportunity to suggest other approaches that weren’t listed. One 

participant suggested that the council should start using an ‘on-demand service’ linked to smart technology. 

Other participants agreed that this was a good approach and ideas such as only collecting waste/recycling 

from communal properties when the bin was full and only opening community centres when needed were 

suggested.  

“…use sensors for lighting if a person or car approaches…” 

 “[It’s] a waste paper and money, everything is online” 

“Just send out postcard regarding waste and recycling as that’s all the information we need.” 
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Council priority  

The last part of the groups focused on what the council should prioritise first, below list the top three 

priorities:  

 The council should identify services that can be joined up or joined up with other authorities, trust etc.  

 Build affordable / social housing on brownfield sites 

 Make sure any repairs to homes are prioritised to stop the problem escalating.  

 

It should be noted that for this qualitative work, the focus on residents living on low incomes and with those 

who tend to be under-represented in consultations, generally means that many of these residents live in social 

housing. As a result, their views are often focussed on housing related issues, as demonstrated in the priority 

areas listed above.   
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Conclusions 
Only six in ten residents who responded to the survey were aware of the council’s requirement to find savings. 

Of the approaches provided to residents there was a clear consensus with both the quantitative 

(online/postal) and qualitative (focus groups) results that the preferred approaches the council should take 

are:  

 Deliver more services online and/or get residents to self-serve 

 

Residents’ view on this approach was that it seemed sensible and was a good idea as long as the standard is 

maintained.  The focus group participants felt this approach could potentially free up council resource, make 

services easier and faster to use.  

 “This approach should be pursued whatever savings can be identified.” 

“We feel this is an important way forward and think it has been very successful thus far.” 

 

 Provide joined up services and/or work in partnership with other local authorities, Trusts or not for 
profit organisations.  

 

Although agreement was high with this approach there were also concerns raised such as not ‘passing the 

buck’ or ‘palming off’ services to others. The Focus Group participants suggested that this approach could be 

cost an effective and efficient way of delivering some services such as music festivals. Participants identified 

that a potential negative impact to his approach which could result in a lack of focus on local neighbourhoods 

and communities being overlooked.  

“This could be seen a 'palming off' responsibilities onto others.” 

“Agree providing this is done on a selective basis.” 

This can be good. But I disagree that NGOS should be providing government / council services, just because 

funding is being pulled 

“As long as alternative ways don't cut standards and services that are valued and used.” 
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Appendix A: Questionnaire 
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Appendix B: Data tables  
Resident – Postal and online 

B1: Before today, how aware were you of the council's need to find savings to balance its budget? 

  Count % 

Very aware 103 24% 

Somewhat aware 154 35% 

Not very aware 64 15% 

Not at all aware 112 26% 

Unweighted 428 100% 

Weighted 433 100% 

 

B2: Apart from the universal services that the council provides for all residents, what other services have 

you experienced / used? 

  Count % 

Community development projects, including the community centres that we 
run 

122 28% 

Sports services and facilities, including our swimming and paddling pool 
facilities 

203 46% 

Arts and entertainment activities that we fund, such as the Big Weekend and 
Jazz in the Park events 

213 48% 

Licensing services, such as taxis and for houses in multiple occupation 164 37% 

Anti-social behaviour services and crime reduction 93 21% 

Enforcement of standards in privately rented housing and the environment 44 10% 

Preventing noise and other pollution, including improving air quality  72 16% 

Planning applications and future development 174 39% 

Environmental improvements, such as bus shelters and street furniture 199 45% 

Managing and maintaining Council houses, including tenant representation 69 16% 

Housing advice and homelessness 64 15% 

Council meetings, including area committees 57 13% 

Public toilets 244 55% 

Council car parks 245 56% 

None of the above 48 11% 

Other  29 7% 

Unweighted 440 100% 

Weighted 441 100% 
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B3: Level of agreement with approaches 

    
Strongly 

Agree 
Agree 

Neither 
agree 

/disagree 
Disagree 

Strongly 
Disagree 

Reduce/stop less important 
services 

Count 35 111 91 107 44 

% 9% 29% 23% 28% 11% 

Maintain services, but do less 
frequently 

Count 26 100 65 131 70 

% 7% 25% 17% 34% 18% 

Increase £ from council owned 
commercial properties  

Count 52 196 68 67 25 

% 13% 48% 17% 16% 6% 

Increase charges on a range of 
services 

Count 36 170 65 89 63 

% 9% 40% 15% 21% 15% 

Deliver 'shared services'  
Count 157 197 53 15 7 

% 37% 46% 12% 3% 2% 

Put services online & use IT 
Count 158 188 40 35 14 

% 36% 43% 9% 8% 3% 

Look at alternative ways of 
delivering services, such as local 
trusts etc.  

Count 78 183 96 24 19 

% 19% 46% 24% 6% 5% 

Reduce capital spending on 
physical assets 

Count 10 40 57 166 163 

% 2% 9% 13% 38% 37% 

 

B4: Would you like to tell the council about any additional approaches they should take into account? 

  Count % 

Yes 122 37% 

No 206 63% 

Unweighted 301 100% 

Weighted 328 100% 
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Business – online  

B5: Before today, how aware were you of the council's need to find savings to balance its budget? 

  Count % 

Very aware 28 38% 

Somewhat aware 26 35% 

Not very aware 12 16% 

Not at all aware 6 8% 

Unsure / don't know 2 3% 

Total 74 100% 

 

B6: Apart from the universal services that the council provides for all residents, what other services have 

you experienced / used? 

  Count % 

Council car parks 50 68% 

Planning applications and future development 43 59% 

Sports services and facilities, including our swimming and paddling pool 
facilities 

40 55% 

Public toilets 37 51% 

Arts and entertainment activities that we fund, such as the Big 
Weekend and Jazz in the Park events 

34 47% 

Licensing services, such as taxis and for houses in multiple occupation 31 42% 

Environmental improvements, such as bus shelters and street furniture 21 29% 

Community development projects, including the community centres 
that we run 

20 27% 

Anti-social behaviour services and crime reduction 18 25% 

Council meetings, including area committees 17 23% 

Preventing noise and other pollution, including improving air quality  13 18% 

Managing and maintaining Council houses, including tenant 
representation 

8 11% 

Housing advice and homelessness 7 10% 

Enforcement of standards in privately rented housing and the 
environment 

4 5% 

None of the above 4 5% 

Other  1 1% 

Total 73 100% 
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B7: Level of agreement with approaches 

    
Strongly 

Agree 
Agree 

Neither 
agree 

/disagree 
Disagree 

Strongly 
Disagree 

Don't 
know 

Reduce/stop less important services 
Count 6 24 18 10 7 7 

% 8% 33% 25% 14% 10% 10% 

Maintain services, but do less frequently 
Count 0 14 16 22 13 7 

% 0% 19% 22% 31% 18% 10% 

Increase £ from council owned 
commercial properties  

Count 2 27 19 10 9 4 

% 3% 38% 27% 14% 13% 6% 

Increase charges on a range of services 
Count 5 27 17 13 7 4 

% 7% 37% 23% 18% 10% 5% 

Deliver 'shared services'  
Count 25 35 6 3 2 2 

% 34% 48% 8% 4% 3% 3% 

Put services online & use IT 
Count 21 39 4 3 2 3 

% 29% 54% 6% 4% 3% 4% 

Look at alternative ways of delivering 
services, such as local trusts or other 
'not for profit' partnership arrangements  

Count 12 31 15 6 5 4 

% 16% 42% 21% 8% 7% 5% 

Reduce capital spending on physical 
assets 

Count 5 7 13 33 13 2 

% 7% 10% 18% 45% 18% 3% 

 

B8: Would you like to tell the council about any additional approaches they should take into account? 

  Count % 

Yes 16 22% 

No 46 63% 

Don't know 11 15% 

Total 73 100% 
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B9: Annual turnover bands of businesses who responded 

  Count % 

<£50,000 6 9% 

£50,000-£99,000 8 11% 

£100,000-£499,000 14 20% 

£500,000-£999,000 6 9% 

£1m - £2m 12 17% 

£2m-£9m 10 14% 

£10m+ 3 4% 

Prefer not to answer  11 16% 

Total 70 100% 

 

B10: Length of trade 

  Count % 

<1 year 0 0% 

1-3 years 3 4% 

4-5 years 3 4% 

6-10 years 10 14% 

11-20 years 22 31% 

21+ years 28 39% 

Prefer not to say 5 7% 

Total 71 100% 
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Appendix C: Methodologies used 
A mix of qualitative and quantitative methodologies were used, which are discussed below. 

Resident postal survey 

The research used a general population postal survey using a random sampling approach. Overall 2,400 

addresses were sent a paper version of the consultation questionnaire; this was followed by a reminder 

questionnaire sent out to those that had not replied ten days later. To encourage participation and to increase 

response rates a prize draw was offered to residents who took part in the consultation.  There was also an 

option to complete the survey online. 

The consultation ran from the 1st to the 22nd of September 2017, due an initial slow response the consultation 

period was extended to the 2nd October 2017. Over 445 responses were received, of this 368 were returned 

via post and 77 were completed through the online link. The final data set was weighted to reflect the known 

resident population of Cambridge residents.   

Business online survey 

An Experian database of 1,000 local Cambridge enterprises was purchased to support an online survey of 

businesses.  Emails were sent out on 1st September which invited businesses to take part in the consultation. 

An automated reminder email was sent ten days later to those that had not completed a survey. The 

consultation ran until 22nd September 2017. Overall 74 local businesses took part in the consultation.  

Focus Groups 

The council also wished to better understand residents’ living on low incomes views on the following:  

 living in Cambridge,  

 the council services used by residents,  

 how important these are to residents, and 

 what approaches to saving money the council could take into account.  

 

Two focus groups were delivered at local community centres in areas of higher deprivation. Overall 9 local 

residents attended the groups.  

Sampling tolerances 

For the residents’ survey, the achieved confidence interval gives an indication of the precision of results. With 

445 resident having completed the survey (postal and online), this returns a confidence interval of ±4.64% for 

a 50% statistic.  This means that overall, where 50% of respondents report they agree with a certain aspect, 

the true figure could in reality lie within the range of 45.4% to 54.6%. 
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The table below shows the confidence intervals for differing response results (sample tolerance). 

Size of sample  
Approximate sampling tolerances* 

50% 30% or 70% 10% or 90% 

  ± ± ± 

445 surveys (resident postal & online) 4.64 4.25 2.78 

* Based on a 95% confidence level 
 

Weighting the data  

As postal and online surveys are both self-selection methodologies, with residents free to choose whether to 

participate or not, it was anticipated that returned responses would not necessarily be fully representative of 

the wider adult population. As part of the analysis process the data was therefore ‘weighted’ by gender and 

age, using Office for National Statistics (ONS) 2015 mid-year population estimates, to ensure that it more 

accurately matches the known profile of the Cambridge City population by these characteristics.  

Reporting conventions 

Within the main body of the report, where percentages do not sum to 100 per cent, this is due to computer 

rounding. The ‘base’ figure referred to in each chart and table is the total number of residents responding to 

the question with a valid response.  

In addition, percentage levels for the level of agreement are reported for valid responses only, meaning that 

this excludes respondents who were unable to rate their level of agreement – ‘don’t know’ was classified as an 

invalid response. 

 


